PENGARUH ONLINE SERVICESCAPE TERHADAP BEHAVIORAL INTENTION JASA ONLINE HOTEL RESERVATION : survei pada pengguna website agoda di Indonesia. by Irawati, Awanny
 
 
107 
Awanny Irawati, 2017 
Pengaruh Online Servicescape terhadap Behavioral Intention Jasa Online Hotel Reservation 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
DAFTAR PUSTAKA  
Arikunto, S. (2009). Prosedur Penelitian: Suatu Pendekatan Praktik. Jakarta: Rineka 
Cipta. 
Disman. (2004). Efektivitas Pendidikan Ekonomi dalam Pembentukan Nilai-nilai 
Perilaku Ekonomi.Disertasi PPS UPI. Bandung. 
Djaslim, Saladin. 2003. Intisari Pemasaran dan Unsur-Unsur Pemasaran. Linda 
Karya:Bandung 
Hurriyati, R. (2010). Bauran Pemasaran dan Loyalitas Konsumen. Alfabeta CV. 
Husein, U. (2008). Metode Penelitian Untuk Skripsi dan Tesis Bisnis. Jakarta: PT 
Rajagrafindo Persada. 
Keller, K. L. (2013). Strategic Brand Management. 
Kotler, P., & Armstrong, G. (2011). Principles of Marketing. New Jersey, USA: 
Pearson Prentice Hall. 
Kotler,Philip and Gary Armstrong. 2012. Prinsip-prinsip Pemasaran. Edisi13. Jilid 1. 
Jakarta: Erlangga 
Kotler, P., & Armstrong, G. (2013). Principles of Marketing.PEARSON. 
Kotler, Philip. & Gary Armstrong. 2014. Principle Of Marketing,. New Jersey: 
Pearson Prentice Hal 
Kotler, P., & Keller, K. L. (2016). Marketing Management (15th Editi). USA: 
PEARSON. 
Lovelock, C., & Wirtz, J. (2011). Service Marketing. New Jersey, USA: PEARSON. 
M.Romli, A. S. (2012). Jurnalistik Online: Panduan Praktis Mengelola Media Online. 
Bandung: Nuansa Cendekia. 
Miltiadis. 2008. Emerging Technoligies dan information System for The Knowledge 
Society. Spinger. Berlin 
Riduwan, & Kuncoro, E. A. (2012). Belajar Mudah Penelitian untuk Guru-Karyawan 
dan Peneliti Pemula. Bandung: Alfabeta. 
Peter, J Paul dan Olson, J. C. (2010). Consumer Behavior and Marketing Strategy (9th 
Editio). McGrawHill. 
Purwanegara, M. S., & Garnida, N. (2016). Consumer Behavior in DIgital Marketing 
Era Cases From Indonesia. Bandung: Rekayasa Sains. 
Russel, E. (2010). The Fundamental of Marketing. Singapore: Ava Book 
Production.Ltd. 
Schiffman, G. L., & Kanuk, L. L. (2010). Consumer Behavior (Tenth Edit). Pearson 
Education. 
Schiffman, L. G., & Wisenblit, J. L. (2015). Consumer Behavior Eleventh Edition. 
USA: Pearson Edition Limited. 
Solomon, M. R. (2007). Consumer Behavior: Buying, Having, and Being. New Jersey, 
Upper Saddle River: Pearson Educatio n, Inc. 
Solomon, M. R. (2015). Consumer Behavior Buying, Having and Being 11th Edition. 
Pearson Edition Limited. 
Sugiyono. (2014). Metode Penelitian Manajemen. Bandung: Alfabeta. 
Sugiyono. (2010). Metode Penelitian Bisnis. Bandung: CV. Alfabeta. 
Surakhmad, W. (2004). Pengantar Penelitian Ilmiah Dasar Metode Teknik. Bandung: 
108 
 
Awanny Irawati, 2017 
Pengaruh Online Servicescape terhadap Behavioral Intention Jasa Online Hotel Reservation 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
Tarsito. 
Thomson, S. C. (2007). Discovering Computers. Jakarta: Salemba. 
Tjiptono, F. (2006). Pemasaran Jasa. Jawa Timur: Bayu Media Publishing. 
 
Jurnal :  
Abdeen, A., Rajah, E., & Gaur, S. S. (2016). Consumers â€TM beliefs about firm’s 
CSR initiatives and their purchase behaviour. Marketing Intelligence & Planning, 
34(1), 2–18. https://doi.org/10.1108/MIP-06-2014-0107 
Ali, F. (2016). Hotel website quality, perceived flow, customer satisfaction and 
purchase intention. Journal of Hospitality and Tourism Technology, 7(2), 213–
228. https://doi.org/10.1108/JHTT-02-2016-0010 
Amoah, F., Radder, L., & van Eyk, M. (2016). Perceived experience value, 
satisfaction and behavioural intentions. African Journal of Economic and 
Management Studies, 7(3), 419–433. https://doi.org/10.1108/AJEMS-10-2015-
0121 
Ball, J., & Barnes, D. C. (2017). Delight and the grateful customer: beyond joy and 
surprise. Journal of Service Theory and Practice, 27(1), 250–269. 
https://doi.org/10.1108/JSTP-01-2016-0013 
Barber, N., Kuo, P.-J., Bishop, M., & Jr, R. G. (2012). Measuring psychographics to 
assess purchase intention and willingness to pay. Journal of Consumer 
Marketing, 29(4), 280–292. https://doi.org/10.1108/07363761211237353 
Bitner, M. J. (1992). Servicescapes: the impact of physical surroundings on customers 
and employees”. Journal of Services Marketing, 56(2), 57–71. 
Booms, B. H. & Bitner, M. J. (1981). Marketing strategies and organization structures 
for service firms", in Donelly, J. H. & George, W. R. (eds.). Marketing of 
Service, 47–51. 
Buaphiban, T., & Truong, D. (2017). Journal of Air Transport Management 
Evaluation of passengers â€TM buying behaviors toward low cost carriers in 
Southeast Asia. Journal of Air Transport Management, 59, 124–133. 
https://doi.org/10.1016/j.jairtraman.2016.12.003 
Byoungho, Jin & Jin, Yong Park. 2006. The Moderating Effect Of Online Purchase 
Experience On The Evaluation Of Online Store Attributes And The Subsequent 
Impact On Market Response Outcome 
Cham Huei T, L. M. et. a. (2013). Antecedents of hospital brand image and the 
relationships with medical tourist’ behavioral intention. International Journal of 
Pharmaceutical and Healthcare Marketing. https://doi.org/10.1108/IJPHM-02-
2016-0012 
Chen, C. F., & Chen, F. S. (2010). Experience quality, perceived value, satisfaction 
109 
 
Awanny Irawati, 2017 
Pengaruh Online Servicescape terhadap Behavioral Intention Jasa Online Hotel Reservation 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
and behavioral intention for heritage tourists. Tourism Management, 31(1), 29–
35. 
Constantinides, E. (2004). Influencing the online consumer ’ s behavior : the Web 
experience. https://doi.org/10.1108/10662240410530835 
Dewi Dirgantari, P. (2002). Pengaruh Kualitas Layanan Jasa Pendidikan Terhadap 
Kepuasan Mahasiswa serta Dampaknya Terhadap Upaya Peningkatan Citra 
Perguruan Tinggi Negeri Menuju World Class University Pendahuluan. 
Dewi Dirgantari, P. (2016). MENINGKATKAN EKUITAS MEREK BERBASIS 
PELANGGAN PERGURUAN TINGGI, 11, 22–31. 
Doherty, N. F., & Ellis‐ Chadwick, F. (2010). Internet retailing: the past, the present 
and the future. International Journal of Retail & Distribution Management, 
38(11/12), 943–965. https://doi.org/10.1108/09590551011086000 
Dolatabadi, H. R., Kazemi, A., & Rad, N. S. (2012). The Impact of Brand Personality 
on Product Sale through Brand Equity ( Case Study : Cosmetic Products Retailers 
), 2(11). 
Donio, J., Massari, P., Passiante, G., & Donio, J. (2006). Customer satisfaction and 
loyalty in a digital environment : an empirical test. 
https://doi.org/10.1108/07363760610712993 
Durkan, P., Durkin, M., & Gillen, J. (2003). Exploring efforts to engender on‐ line 
trust. International Journal of Entrepreneurial Behavior & Research, 9(3), 93–
110. https://doi.org/10.1108/13552550310476184 
Durna, U., Dedeoglu, B. B., & Balikçioglu, S. (2015). The Role of Servicescape and 
Image Perceptions of Customers on Behavioural Intentions in the Hotel Industry. 
International Journal of Contemporary Hospitality Management, 27(7), 1728–
1748. https://doi.org/http://dx.doi.org/10.1108/IJCHM-04-2014-0173 
Foroughi, B., Nikbin, D., Hyun, S. S., & Iranmanesh, M. (2016). Impact of core 
product quality on sport fans??? emotions and behavioral intentions. 
International Journal of Sports Marketing and Sponsorship, 17(2), 110–129. 
https://doi.org/10.1108/IJSMS-04-2016-010 
Gangeshwer, D. K. (2013). E-Commerce or Internet Marketing : A Business Review 
from Indian Context, 6(6), 187–194. 
Gilmore, A., & McMullan, R. (2008). Customer loyalty: an empirical study. European 
Journal of Marketing, 42(9), 1084–1094. 
https://doi.org/10.1108/03090560810891154 
Goode, M. M. H., & Harris, L. C. (2007). Online behavioural intentions: an empirical 
investigation of antecedents and moderators. European Journal of Marketing, 
41(5/6), 512–536. https://doi.org/10.1108/03090560710737589 
110 
 
Awanny Irawati, 2017 
Pengaruh Online Servicescape terhadap Behavioral Intention Jasa Online Hotel Reservation 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
Guercini, S., & Runfola, A. (2015). International Marketing in the Fast Changing 
World Article information : International Marketing in the Fast Changing World, 
26, 15–31. https://doi.org/10.1108/S1474-797920150000026012 
Gumussoy, C. A. (2010). The relative importance of usability and functionality factors 
for online auction and shopping web sites. 
https://doi.org/10.1108/14684521011037025 
Gunawan, C. K., Wicaksono, A., Perhotelan, M., & Petra, U. K. (n.d.). 
SERVICESCAPE WEBSITE BAKERY, 215–229. 
Ha, J., & Jang, S. (Shawn). (2012). The Effects of Dining Atmospherics on Behavioral 
Intentions Through Quality Perception. Journal of Services Marketing, 26(3), 
204–215. https://doi.org/10.1108/08876041211224004 
Hakim, L., & Deswindi, L. (2015). Assessing the Effects of e-servicescape on 
Customer Intention: A Study on the Hospital Websites in South Jakarta. Procedia 
- Social and Behavioral Sciences, 169(August 2014), 227–239. 
https://doi.org/10.1016/j.sbspro.2015.01.306 
Hansen, T., Wilke, R., Zaichkowsky, J., Hansen, T., Wilke, R., & Zaichkowsky, J. 
(2010). Managing consumer complaints : differences and similarities. 
https://doi.org/10.1108/09590551011016304 
Harris, L. C., & Goode, M. M. H. (2010a). Online servicescapes, trust, and purchase 
intentions. Journal of Services Marketing, 24(3), 230–243. 
https://doi.org/10.1108/08876041011040631 
Harris, L. C., & Goode, M. M. H. (2010b). Online servicescapes, trust, and purchase 
intentions. Journal of Services Marketing, 24(3), 230–243. 
https://doi.org/10.1108/08876041011040631 
Hawkins, D. I., & Mothersbaugh, D. L. (2010). Building Marketing Strategy 
Consumer Behavior (Eleventh). New York: McGrawHill. 
Hightower  Jr,  R.,  &Shariat,  M.  2009. Servicescapes  Hierarchial  Factor  
StructureModel. Global Review of Business and Economic Research , 5 (2). 
Hoffman, K. D., & Bateson, J. E. . (2011). Service Marketing : Concept, Strategies & 
Cases. South Western College. 
Hooper, D., Coughlan, J., & Mullen, M. (2013a). The Servicescape as an Antecedent 
to Service Quality and Behavioral Intentions. 
Hooper, D., Coughlan, J., & Mullen, M. R. (2013b). The servicescape as an antecedent 
to service quality and behavioral intentions. Journal of Services Marketing, 27(4), 
271–279. https://doi.org/10.1108/08876041311330753 
Horner, S., & Swarbrooke, J. (2007). Consumer Behavior in Tourism (Second). USA: 
Elsivier. 
111 
 
Awanny Irawati, 2017 
Pengaruh Online Servicescape terhadap Behavioral Intention Jasa Online Hotel Reservation 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
Hunter, Rory; Mukerji, B. (2011). The Role of Atmospherics in Influencing Consumer 
Behaviour in the Online Environment. International Journal of Business and 
Social Science, 2(9), 118–125. 
Hutschinson, Joe, Lai, Fujun, & Youcheng, W. (2009). Understanding the 
Relationship of Quality, VAlue, Equity, Satisfaction and Behavioral Intentions 
Among Golf Travelers. Torism Management, 30(2), 298–308. 
Hong, L. J., & Wei Sheng. (2013). Comparative study of total suspended solid vs 
turbidity in water quality. architectur & the built enviroment, 1-15. 
 
Jalil, N. A. A., Fikry, A., & Zainuddin, A. (2016a). E-Atmospheric Effects on Youth 
Intention to Revisit a Cafe. Procedia Economics and Finance, 37(16), 497–503. 
https://doi.org/10.1016/S2212-5671(16)30157-5 
Jalil, N. A. A., Fikry, A., & Zainuddin, A. (2016b). The Impact of Store Atmospherics, 
Perceived Value, and Customer Satisfaction on Behavioural Intention. Procedia 
Economics and Finance, 37(16), 538–544. https://doi.org/10.1016/S2212-
5671(16)30162-9 
Jandavath, R. K. N., & Byram, A. (2016). Healthcare service quality effect on patient 
satisfaction and behavioural intentions in corporate hospitals in India. 
International Journal of Pharmaceutical and Healthcare Marketing, 10(1), 48–
74. https://doi.org/10.1108/IJPHM-07-2014-0043 
Jang, S. (Shawn), & Namkung, Y. (2009). Perseiver Quality: Emotions and behavioral 
intentions: Application of an extended Mehrabian-Russel model to restaurants. 
Journal of Business Research, 62(451–460). 
Jani, D., & Han, H. (2013). Personality, social comparison, consumption emotions, 
satisfaction, and behavioral intentions. International Journal of Contemporary 
Hospitality Management, 25(7), 970–993. https://doi.org/10.1108/IJCHM-10-
2012-0183 
Jay Heizer dan Barry Render. (2005). Operations Management (7th ed.). Jakarta: 
Salemba Empat. 
Jeon, M., & Jeong, M. (2009). A Conceptual Framework to Measure E-Servicescape 
on a B&B Website, (August), 0–8. Retrieved from 
http://scholarworks.umass.edu/refereed/Sessions/Saturday/14/ 
Jeong, Jae Hoon., & Lee, Kyung Hoon. 2006. The physical environment in museums 
and its effects on visitors’ Satisfaction. Building and Environment, 41, 963-969. 
Jiang, P., & Rosenbloom, B. (2005). Customer intention to return online: price 
perception, attribute-level performance, and satisfaction unfolding over time. 
European Journal of Marketing (Vol. 39). 
https://doi.org/10.1108/03090560510572061 
112 
 
Awanny Irawati, 2017 
Pengaruh Online Servicescape terhadap Behavioral Intention Jasa Online Hotel Reservation 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
Kaikkonen, T. (2012). The role of online store atmospherics in consumer behavior. 
Thesis, 1–27. https://doi.org/10.1108/IJOA-03-2012-0568 
Katz,R.andM.Tushman."CommunicationPatterns,ProjectPerfoi'mance,andTaskCharact
eristics."Organizational Behavior and Human Performance , 23 (1979),139-152. 
Kitapci, O., Dortyo, I. T., Yaman, Z., & Gulmez, M. (2013). The paths from service 
quality dimensions to customer loyalty An application on supermarket customers. 
https://doi.org/10.1108/01409171311306391 
Koenig-lewis, N., Palmer, A., & Koenig-lewis, N. (2014). The effects of anticipatory 
emotions on service satisfaction and behavioral intention. 
https://doi.org/10.1108/JSM-09-2013-0244 
Kuo, Y. F., & Yen, S. N. (2009). Towards an understanding of the behavioral intention 
to use 3G mobile value-added services. Computers in Human Behavior, 25(1), 
103–110. https://doi.org/10.1016/j.chb.2008.07.007 
Kuruuzum, A., & Koksal, C. D. (2010). the Impact of Service Quality on Behavioral 
Intention in. International Journal of Business and Management Studies, 2(1), 9–
15. 
Lee, L.-Y., & Lung-Yu, L. (2014). Effects of Servicescape, Waiting Motivation and 
Conformity on Time Perception and Behavioral Intentions. International Journal 
of Marketing Studies, 6(4), 83–91. https://doi.org/10.5539/ijms.v6n4p83 
Lee, S. (Ally), & Jeong, M. (2012). Effects of e-servicescape on consumers’ flow 
experiences. Journal of Hospitality and Tourism Technology, 3(1), 47–59. 
https://doi.org/10.1108/17579881211206534 
Lee, S. A., Jeong, M., & Jeon, M. M. (2016). Effects of experiential stimuli on 
customers’ responses. Journal of Hospitality and Tourism Technology, 7(4), 390–
404. https://doi.org/10.1108/JHTT-07-2016-0035 
Liang, R. Da, & Zhang, J. S. (2011). The effect of service interaction orientation on 
customer satisfaction and behavioral intention: The moderating effect of dining 
frequency. Procedia - Social and Behavioral Sciences, 24, 1026–1035. 
https://doi.org/10.1016/j.sbspro.2011.09.082 
Liao, Y.-W., Wang, Y.-S., & Yeh, C.-H. (2014). Exploring the Relationship between 
Intentional and Behavioral Loyalty in the Context of e-Tailing. Internet Research, 
24(5), 668–686. https://doi.org/10.1108/IntR-08-2013-0181 
Lin, Y. (2016). An examination of determinants of trade show exhibitors’ behavioral 
intention. International Journal of Contemporary Hospitality Management, 
28(12), 2630–2653. https://doi.org/10.1108/IJCHM-06-2015-0318 
Llivingstone, C. J. N. (2015). Emerging Implications of Onlinoe Retailing for Real 
Estate. Journal of Corporate Real Estate, 17(3), 226–239. 
113 
 
Awanny Irawati, 2017 
Pengaruh Online Servicescape terhadap Behavioral Intention Jasa Online Hotel Reservation 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
Miranda, F. J., Chamorro-Mera, A., & Rubio, S. (2017). Academic entrepreneurship in 
Spanish universities: An analysis of the determinants of entrepreneurial intention. 
European Research on Management and Business Economics, 1–10. 
https://doi.org/10.1016/j.iedeen.2017.01.001 
Mohamed, N., Hussein, R., A. Zamzuri, N. H., & Haghshenas, H. (2014). Insights into 
Individual’s Online Shopping Continuance Intention. Industrial Management & 
Data Systems, 114(2), 1453–1476. https://doi.org/10.1108/IMDS-07-2014-0201 
Molinari, L. K., Abratt, R., & Dion, P. (2008). Satisfaction, quality and value and 
effects on repurchase and positive word-of-mouth behavioral intentions in a B2B 
services context. Journal of Services Marketing, 22/5. 
Monsuwe, D. and R. (2005). What drives consumers to shop online ? A literature 
review. https://doi.org/10.1108/09564230410523358 
Pan, M.-C., Kuo, C.-Y., Pan, C.-T., & Tu, W. (2013). Antecedent of purchase 
intention: online seller reputation, product category and surcharge. Internet 
Research, 23(4), 507–522. https://doi.org/10.1108/IntR-09-2012-0175 
Peng, X., & Peak, D. (2017). The effect of product aesthetics information on website 
appeal in online shopping. https://doi.org/10.1108/NBRI-11-2016-0038 
Ramadhanti, D., Mulyadi, H., & Razati, G. (2016). PENGARUH STATUS SOSIAL 
EKONOMI ORANG TUA TERHADAP SIKAP KEWIRAUSAHAAN. Strategic 
Jurnal Pendidikan Manajemen Bisnis, 11(20), 32–37. 
Rodoula. (2016). The social aspects of consumption as predictors of consumer loyalty 
Online vs offline services. Journal of Service Management Iss Journal of Service 
Management Journal of Service Management Journal of Service Management, 
27(2), 91–116. https://doi.org/10.1108/JOSM-04-2015-0117 
Ruparelia, N., White, L., & Hughes, K. (2010). Drivers of brand trust in internet 
retailing. Journal of Product & Brand Management, 19(4), 250–260. 
https://doi.org/10.1108/10610421011059577 
Saha, G. C., & Theingi. (2009). Service quality, satisfaction, and behavioural 
intentions. Managing Service Quality: An International Journal (Vol. 19). 
https://doi.org/10.1108/09604520910955348 
Sahney, S., Ghosh, K., & Shrivastava., A. (2013). Conceptualizing consumer “trust” in 
online buying behavior: an empiricial inquiry and model development in indian 
context. Journal of Asia Business Studies, 7(3), ISSN 1558-7894. 
Semeijn, J., Riel, A. C. R. Van, Birgelen, M. J. H. Van, & Streukens, S. (2005). E-
services and offline fulfilment: how e-loyalty is created. Managing Service 
Quality, 15(2), 182–194. https://doi.org/10.1108/09604520510585361 
Senger, I., Borges, J. A. R., & Machado, J. A. D. (2017). Using the theory of planned 
114 
 
Awanny Irawati, 2017 
Pengaruh Online Servicescape terhadap Behavioral Intention Jasa Online Hotel Reservation 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
behavior to understand the intention of small farmers in diversifying their 
agricultural production. Journal of Rural Studies, 49, 32–40. 
https://doi.org/10.1016/j.jrurstud.2016.10.006 
Sheng, M. L., Hsu, C. L., Wu, C. C., Sheng, M. L., Hsu, C., & Wu, C. (2013). The 
asymmetric effect of online social networking attribute-level performance. 
https://doi.org/10.1108/02635571111161299 
Shi, H., Wang, S., & Zhao, D. (2017). Exploring urban resident’s vehicular PM2.5 
reduction behavior intention: An application of the extended theory of planned 
behavior. Journal of Cleaner Production, 147, 603–613. 
https://doi.org/10.1016/j.jclepro.2017.01.108 
Simpeh,  K.N. et al. 2011. Servicescape and Customer Patranage of Three Star Hotels 
in Ghana`s Metropolitan City of Accra. European Journal  of Business  and 
Management  Vol.  3, No.4 
Steuer, J. 1992. Defining Virtual Reality: Dimensions Determining Telepresence. 
Journal of Communication 2 (4): 73–93. 
Surya, Yuyun W.I. 2002. Pola Konsumsi dan Pengaruh Internet sebagai Media 
Komunikasi Interaktif pada Remaja (Studi Analisis Persepsi pada Remaja di 
Kotamadya Surabaya). Lembaga Penelitian Universitas Airlangga, Surabaya. 
 
Toufani, S., Stanton, J. P., & Chikweche, T. (2017). The importance of aesthetics on 
customers ’ intentions to purchase smartphones. https://doi.org/10.1108/MIP-12-
2015-0230 
Tran, G. A., Strutton, D., & Taylor, D. G. (2012). Do microblog postings influence 
consumer perceptions of retailers’ e-servicescapes? Management Research 
Review, 35(9), 818–836. https://doi.org/10.1108/01409171211256217 
Wahyuningsih. (2011). Customer value, satisfaction and behavioral intention : the 
effect of consumer search behavior. Asean Marketing, 3, 1–20. 
Weisberg, J., Te’eni, D., & Arman, L. (2011). Past purchase and intention to purchase 
in e-commerce: The mediation of social presence and trust. Internet Research, 
21(1), 82–96. https://doi.org/10.1108/10662241111104893 
Williams, R., & Dargel, M. (2004). From servicescape to “cyberscape.” Marketing 
Intelligence & Planning, 22(3), 310–320. 
https://doi.org/10.1108/02634500410536894 
Zeithaml., A., & Al, V. et. (2009). Services Marketing : Integrating Customer Focus 
Across The Firm 5th Internatinal Edition. Singapore: McGraw Hill. 
Zeithaml., A., Valerie., Berry, L. L., & A, P. (1996). The Behavioral Consequence of 
Service Quality. Journal of Marketing, 60, 31–46. 
115 
 
Awanny Irawati, 2017 
Pengaruh Online Servicescape terhadap Behavioral Intention Jasa Online Hotel Reservation 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
Internet :  
Agoda. (2017). Review Website Hotel. [Online]. Tersedia di https://www. 
agoda.com/pages/agoda/default/DestinationSearchResult.aspx?asq diakses pada 
25 Februari 2017 pukul 00.26 WIB  
Apindo (2016). Perkembangan pasar e-commerce oleh World Economic Outlook 
Internet Services Providers Association, 2016 [Online]. Tersedia di 
https://apindo.or.id/userfiles/publikasi/pdf/Fact_Sheet_APINDO-
7_Juni_2016.pdf diakses pada 2 Februari 2017 pukul 23.00 WIB 
APJII (2015). Pengguna Internet Indonesia, Jawa Barat. [Online]. Tersedia di 
https://www.slideshare.net/internetsehat/profil-pengguna-internet-indonesia-
2014-riset-oleh-apjii-dan-puskakom-ui diakses pada 2 Februari 2017 pukul 23.03 
WIB 
Atkearney. (2014). International Telecommunication Union, Com Score via UBS, 
Neilsen’s Global survey of e-commerce (Q1 2014), e Marketer, Trend Macro, 
MasterCard, PayPal, VECITA, A.T.Kearney analysis. 2014. [Online]. Tersedia 
di  https://www.atkearney.com/it/ideas-and-insightsrss// 
assetpublisher/qUm6VDD3Fqub/content/lifting-the-barriers-to-e-commerce -in-
aseanfull report /10192?_101 INSTANCE_qUm6VDD3Fqub redirect= %2Fit 
%2 Fideas-and-insights-rss diakses pada 4 Februari 2016 pukul 18.15 WIB 
CCN Indonesia; Pengguna internet di Indonesia di dominasi anak muda. [Online] 
Tersedia di https://www.cnnindonesia.com/teknologi/20161024161722-185-
167570/pengguna-internet-di-indonesia-didominasi-anak-muda/ diakses pada 
Diakses pada Kamis, 17 Agustus 2017  
Dbsinsights. (2016). Top Reasons for Not Shopping Online in Indonesia (Top 3 
Reasons Selected %) McKinsey and Company, Evolving Indonesian Consumer, 
November 2013. [Online]. Tersedia di https://www.dbsinsights .com/wp-
content/uploads/2016/07/151103insightse-commerceinasiabracing 
fordigitaldisruption.pdf  diakses pada Februari 2017 pukul 00.59 WIB 
Dorong Pertumbuhan e-Commerce di Indonesia, Mastercard Dukung Penyelenggaraan 
IESE tersedia di . [Online]. Tersedia di http://www.tribunnews.com 
/techno/2017/05/09/dorong-pertumbuhan-e-commerce-di-indonesia-mastercard-
dukung-penyelenggaraan-iese  diakses pada 7 Juni 2017 pukul 14.45 WIB 
Google Trends. (2017). Intention to use Agoda By Region in 2013 - 2016 oleh Google 
Trends. [Online]. Tersedia di 
https://www.google.com/trends/explore?date=2012-01-01%202012-12-
31&q=agoda diakses pada 2 Februari 2017 pukul 21.35 WIB 
Nielsen Survei Global E-Commerce. (2014). Konsumen Indonesia mulai menyukai 
belanja online. [Online]. Tersedia di  http://www.nielsen.com/id /en/press-
room/2014/konsumen-indonesia-mulai-menyukai-belanja-online. html diakses 
pada Februari 2017 pukul 00.29 WIB. 
Nielsen Survei Global E-Commerce. (2015). The Future Of Grocery E-Commerce, 
Digital Technology And Changing Shopping Preferences Around The World. 
[Online]. Tersedia di  www.nielsen.com diakses pada 18 Februari 2016 pukul 
16.45 WIB 
116 
 
Awanny Irawati, 2017 
Pengaruh Online Servicescape terhadap Behavioral Intention Jasa Online Hotel Reservation 
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu 
Nusaresearch. (2016). User and intention Online Hotel Booking Sites. [Online]. 
Tersedia di http://nusaresearch.com/pbi/zoom.php?ID=57&IDbrand=4 & 
IDcategory=4# diakses pada Februari 2017 pukul 08.25 WIB 
Omnibus Popular Brand Index Online Hotel dan Ticket Booking Sites In Indonesia. 
(2014). [Online]. Tersedia di http://www.nusaresearch.com /upload/userfiles 
/files/Topline _Online%20Hotel %20%26%20Ticket %20 Booking%20 
Site(1).pdf  diakses pada Maret 2016 pukul 16.50 WIB 
Statista, (2016). Number Of Internet Users Worldwide From 2009 To 2016, By 
Region (In Millions) . [Online]. Tersedia di 
https://www.statista.com/statistics/265147/number-of-worldwide-internet-users-
by-region/ diakses pada 7 Juni 2017 pukul 14.30 WIB 
Statscrop. (2017). Pengguna Agoda di Indonesia dan Dunia. [Online]. Tersedia di 
http://www.statscrop.com/www/agoda.com diakses pada 5 Maret 2017 pukul 
01.04 WIB 
SWA, (2014). Survei Nielsen: Jasa Travel Dominasi Belanja Online. [Online] 
Tersedia di https://swa.co.id/swa/trends/business-research/survei-nielsen-jasa-
travel-dominasi-belanja-online  diakses pada Diakses pada Senin, 3 Juli 2017 
pukul 13.50 WIB 
SWA.(2011). Cara mengatasi wom negatif. [Online]. Tersedia di 
https://swa.co.id/swa/listed-articles/inilah-cara-mengatasi-wom-negatif diakses 
pada November 2017 pukul 08.06 WIB 
Techasia. (2014). Delapan website pilihan untuk booking kamar hotel. [Online]. 
Tersedia di https://id.techinasia.com/8-website-booking-hotel diakses pada 10 
Maret 2016 pukul 22.20 WIB 
Trendsbuiltwith. (2016). User agoda by website in 2016 [Online]. Tersedia di 
https://trends. builtwith.com/widgets/Agoda diakses pada 2 Februari 2017 pukul 
23.07 WIB 
 
 
 
 
 
